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ABSTRACT 
The purpose of this study was to establish the challenges faced during Police Service delivery. 
The study was guided by four research objectives. The research objective one sought to establish 
how working environment affects service delivery in the National police service, the research 
objectives two sought to determine the relationship of on the time training and service delivery in 
the National police service, research objective three sought to establish how political risk factors 
affects service delivery in the National police service while research objective four sought to 
investigate how team work affects service delivery in the National police service. The research 
used descriptive survey approach. The study targeted 100 police officers from Imenti central 
division in Meru County which includes senior officers, non-commissioned police officers and 
constables. The researcher used stratified random sampling method. The research used 
questionnaires which contained both open ended and closed ended items. The data from the field 
was coded according to the themes researched in the study. A statistical package for social 
sciences (SPSS) package was used to aid in analysis. Quantitative data was analyzed through the 
use of a combination of descriptive statistics particularly frequency distributions tables and 
percentage. The data was presented in tables and graphs. The findings of this project assisted the 
Kenya government to get information on the challenges affecting service delivery and address 
them. The study will also guide police officers by making them aware of how they can improve 
their effectiveness at the work place. This study will be of benefit to the Government of Kenya in 
that, it comes up with effective ways on how the national police service could improve the 
Performance of service delivery to the members of the public. It will also produce ways in which 
the members of the public could help the National Police Service to serve them better and give 
ways on how to cultivate back the lost trust and confidence of the national police service.  
The study found out that police officers had adequate protective work clothing provided by the 
police service as indicated by majority of police force. It was also found out that the police force 
select appropriate training options for officers. There was a path of growth to various positions in 
police force as shown by the police officers. The study found out that there was action policies 
set by the government on the service delivery and that political leaders co-operate when involved 
during their activities. The study recommended that: Kenya government should ensure that the 
working environment of police officers is conducive for them to perform. Police service should 
outline the rules that govern the training needs in the force to ensure that the police officers 
performance is evaluated, which in turn ensures that the appropriate training and development 
take place. Based in the findings, the study concluded that police officers faced challenges and 
barriers from the work environment preventing them from serving the community at a large 
extent and the working environment was not of quality. However, they have adequate protective 
work clothing are provided. The researcher concluded that improvement in service delivery was 
possible through processes of political change and transformation and that combined effort 
affects the service delivery in the national police service but the of police officers assist their 
colleagues in their workload and they works together as a team. 
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OPERATIONAL DEFINITION OF TERMS 
Environment refers to the sum of all the surroundings which affects the wellbeing of 
human beings in the growth and development. 
National police service refers to the Kenya police service and the administration police 
Police officers refers to sworn individuals serving in the National Police Service 
Police refers to employees sworn to serve the police service 
Political risk refers to dangers that are encountered by organizations and investors that directly 
affect the business performance in the economy aspects 
Service delivery is the act of providing service to clients who needs the service. 
Team refers to group of person who come together for the achievement set. 
Training refers to the act of giving knowledge for useful and act of developing people. 
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CHAPTER ONE 
INTRODUCTION 
1.0 Introduction 
This chapter presents the background of the study, the statement of the problem, 
objectives of the study, research questions, justification or significance of study, scope of 
the study and summary of the chapter. 
1.1 Background 
According to Joshi, (2008) service delivery entails constant way for developing 
and delivering user focused services.  Service delivery is also defined in user engagement 
 identifying users and understanding their needs, as well as understanding the role of 
weather, climate, and water related information in different sectors;  Service Design 
and Development  process between users, providers, suppliers, and partners of 
creating, designing, and developing services, ensuring user needs are met;  Delivery  
producing, disseminating, and communicating data, products and information 
(i.e., services) that are fit for purpose and relevant to user needs; And Evaluation 
and Improvement  process to collect user feedback and performance metrics to 
continuously evaluate and improve upon products and services.  
Service quality is a form of attitude formed by a service user about service experience 
and determines a negative or positive predetermined response towards a service. The 
attitude of the person in executing the service can influence the response of the person 
receiving the service (Zeithmal, 2006).  
According to Dantzker, (2005), the root of Political Era-1840s to early 1900s was due to 
the process that the American police operated. During this Era, there was a strong 
political interference in police operations and organizations which was controlled by 
white politicians in a devolved manner on award structure. The white politicians had 
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more influence than the other politicians over the ways in which the police operated. 
There was a dilemma of between old problems and new ideas in the 1990s policing in 
American which due to the complex role of policing. The American police were also 
experimenting with existing new ideas and programs despite the persistence of the old 
problems. American policing is distinguished form the other countries and hence it is 
important to evaluate what is distinctive about their policing (Dantzker, 2005). 
It is found that American policing has three distinguishing characteristics. First, it‟s able 
to respond to citizen demands that is what really the people want. Secondly, there is 
police officers who are accountable  , the united states insist on making the police 
accountable through multiple institutions ,elected politicians, criminal and civil court, the 
press and civilian review of complains. Third, openness to evaluation and a policy based 
on factual information. American policing is uniquely open to examination by people 
only a handful of other countries in the world can make this claim. Most of other 
countries do not like disclosing the way they handle their challenges and trainings 
(Bayley, 2008). 
The notion of service delivery is a complex one which can be understood using different 
perspectives including the historical, sociological, philosophical and rhetorical 
perspectives. Service delivery can be understood differently in South Africa which is 
according to the different government administrations, namely the (late) Mandela (1994 - 
1999), Mbeki (1999 - 2008) and Zuma (2009 - 2018) era of government. The three 
government administrations had different ways of defining its role in society and service 
delivery. This affected the different aims that they were targeting to address. The 
ideology that the three governments adopted has in turn had implications for the way in 
which service provision is undertaken as well as the public‟s understanding of the 
government‟s role. There are programmes to improve service delivery which include, 
consulting with the present customers and customers likely to be acquired in the future, 
indicate how services are going to be acquired and should have arrangements of how 
information is going to reach customers in each department. 
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In South Africa, the delivery of services to all citizens, more especially the previously 
disadvantaged areas, has been amongst the priorities since the dawn of democracy. Since 
1994, the democratic government has targeted the acceleration of service delivery to 
communities through its developmental objectives of „meeting basic needs of the millions 
of South Africans living in poverty‟ (COGTA, 2011). This is seen as necessary to 
eradicate inequalities that were a result of the country‟s past and ensure that development 
occurs. The notion has also been interpreted differently by the various governments as 
different approaches have been employed in the attempt of realizing the benefits of 
democracy. 
In issues addressing police reforms the Government of Kenya has invested in a number of 
Commissions. There are Commissions that come up with recommendations on how to 
improve the Kenya Police Service delivery through reforms, these includes: The Krigler 
Commission, (Krigler, 2008) The Ransley Commission (Ransley, 2008) and the Waki 
commission into Post Election Violence (Waki, 2008) and Police Reforms 
Implementation Commission. 
The Kenya National police service is ranked as follows: Inspector General Senior Deputy 
Commissioner of Police Senior Deputy Commissioner of Police II Deputy Commissioner 
of Police Senior Assistant Commissioner of Police Assistant Commissioner of Police 
Senior Superintendent of Police Superintendent of Police Acting Superintendent of 
Police, Chief Inspector, Acting Inspector, Senior Sergeant, Sergeant, Corporal, Police 
Constable (police service including chain of command). 
The Kenya Police Service would wish to be the best world-class Police Service which 
attracts people and responds to its professional workforce.  The mission of the police 
service is to provide quality so as to meet the expectation of its customers; by ensuring 
that the rule of law that maintain strong community is maintained. To be pro-active and 
responsive in the discharge of the duties; To exercise integrity and courtesy at all times; 
To cultivate and maintain partnerships with all stakeholders; To create and maintain team 
spirit within the service; To be fair and firm in all our undertakings; To maintain a 
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disciplined and professional workforce; To be gender sensitive; and to promote, protect 
and respect the human rights of our customers are the core values of the service. 
Kenya Police Service is also mandated to provide  assistance to the public when in need;  
maintaining of law and order; ensuring of peace;  Protecting the life and properties;  
collecting, investigating and prevention crime is also work mandated to the service. 
Issues concerning apprehension of offenders, enforcing the laws and regulations are 
among the duties of the service. (KPS, Service Delivery Charter, 2018). Service delivery 
is the current distinct issue in the organization and the main focus for organization‟s 
survival is the high quality service delivery. (Sachdev&Verma, 2004). 
The police reform agenda of the Government has been met with resistance. Performance 
of police officers is the most important aspect towards maintaining service delivery. Most 
of the police officers are not ready for the reforms. However, the reforms are meant for 
better services offered by and to the police officers (Borman, 2004). 
1.2 Statement Of The Problem 
The police service in Kenya has a tainted name on conduct and service delivery indicated 
by allegations such as corruption, reluctance to respond to emergency calls, colluding 
with criminal, poor public relation among others.(Personal communication, Nairobi 
Workshop; African Rights, 2005) 
The rate of common crimes in the Kenya before and after police reform has remained 
nearly the same. The general public has lost trust with the service offered by the police in 
Meru central division because a large number of perpetrators crimes like theft, 
defilement, murder, assault and offensive conduct do not face the full force of the law. 
The members of the public also complain that due to lack of trust to police officers, 
information about the criminals is not well disclosed making the National police service 
poor in terms of services provided compared to other government departments. This 
paradigm is one the factors that triggered police reforms currently being implemented. 
The records at Meru central divisional office indicates that the rates of common crimes in 
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Meru central division before and after reforms have either remained the same or are on 
increasing trend. Hence the researcher established the challenges facing service delivery 
in the National Police Service. 
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1.3 Objectives of the study 
1.3.1 General objective of the study 
The main purpose of the study was to establish the challenges facing service delivery in 
the National Police Service. 
1.3.2 Specific objectives 
The study was guided by four specific objectives: 
i. To establish how working environment affects service delivery in the National 
police service. 
ii. To determine the relationship of on the time training and service delivery in the 
National police service. 
iii. To establish how political risk factors affects service delivery in the National 
police service. 
iv. To investigate how team work affects service delivery in the National police 
service. 
 
1.3 Research Questions 
The study was guided by four research questions: 
i. How does working environment challenge affects service delivery in the National 
police service? 
ii. What is the effect of on time training and service delivery in the National police 
service? 
iii. How do political risk challenge affects service delivery in the National police 
service? 
iv. How does team work challenge affects service delivery in the National police 
service? 
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1.5 Significance of Study 
The findings of this study will assist the Kenya government to get information on the 
challenges affecting service delivery and address them. The study would also guide 
police officers by making them aware of how they can improve their effectiveness at the 
work place 
This study is of benefit to the Government of Kenya in that, it comes up with effective 
ways on how the national police service could improve the Performance of service 
delivery to the members of the public. It will also produce ways in which the members of 
the public could help the national police service to serve them better and give ways on 
how to cultivate back the lost trust and confidence of the national police service. It is 
meant to help the National police service in designing the best method of offering 
services to the members of the public and to give guidelines to researchers while 
conducting further studies on the same and related problem. 
 
1.6 Scope of the study 
The study was carried out from January to August 2018. The study only covered one 
hundred police officers from Imenti central division in Meru County. It covered two 
police stations and two police posts and target 100 police officers.  
1.7 Chapter Summary 
This chapter described the general overview of the challenges faced during Police Service 
delivery. It points out that working environment, relationship of on the time training, 
political risk factors affects and team work affects service delivery in the National police 
service. The chapter also gives the problem to support how these challenges are affecting 
the service delivery. 
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Finally, the chapter points out when the study was carried out, the geographical area of 
the study and the population of the study. 
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CHAPTER TWO 
LITERATURE REVIEW 
2.0 Introduction 
This chapter outlines the theoretical literature review, empirical literature review, 
summary and research gaps, the conceptual framework and the operationalization of 
variables 
2.1 Theoretical Literature Review 
The study was based on the Herzberg two factors Motivation Theory, Strain Theory and 
Basic Needs Theory: 
2.1.1 Herzberg two factors Motivation 
Frederick Herzberg was a psychologist interested in the correlation between employee 
attitude and workplace motivation. He wanted to find out what made people feel satisfied 
and unsatisfied when it came to the workplace. After spending countless hours 
interviewing employees about what made them feel both good and bad about their jobs, 
Herzberg developed a theory of workplace motivation called the two-factor theory. The 
two-factor theory is based on the assumption that there are two sets of factors that 
influence motivation in the workplace by either enhancing employee satisfaction or 
hindering it.  
Herzberg (1987) stated that motivators would include intrinsic satisfaction that impacts 
on attitudes, stress, morale commitment and hence employee satisfaction while hygiene 
factors impacted on extrinsic satisfaction which does not impact on motivation or 
satisfaction. Satisfied employees exhibit positive behaviour outcomes on turnover, 
productivity and performance (Babakus et al, 2003). 
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The researcher brought about how working environment, on the time training, political 
risk factors and team work make the police feel satisfied in their work place to bring 
about service delivery. There might be challenges in the Police service that may bring 
about bad outputs in the job. This implies that when police officers express positive 
feelings they do so in connection to motivation factors. Herzberg calls these work content 
factors.  Job satisfaction, on the other hand, is promoted by hygiene factors (Herzberg, 
1959). 
Relating to this theory, the police officers can be dissatisfied with their jobs. This often 
has something to do with so-called hygiene factors, such as salary of the officers and 
working conditions in the National Police service. The police officers satisfaction has to 
do with so-called motivation factors. These factors have to do with development 
opportunities, responsibility and appreciation which could include incentives, job 
promotion and allowances, when they perform well in their duties. 
It‟s therefore seen that: these factors exist side by side. Taking away the dissatisfaction 
factors doesn‟t necessarily mean the police officers will be satisfied. To motivate the 
National Police service using motivation factors, the hygiene factors need to be taken 
care of first or made to be the priority. 
2.1.2 Strain Theory  
This theory focuses not on the individual but on the society and the aspects in the society 
that may contribute criminal activity within an individual. White & Haines (2000) 
suggest that Strain theory views crimes as manifestation of social pathology, rather than 
individual pathology, for example, tension or strains are seen to be generated by society 
itself: they do not reside within the individual (as in the case, for example, of a person 
feeling strained or pressured by circumstances).  The activities and values of the 
offenders are seen to be determined by wider society forces and factors and they have 
few conscious choices regarding their available social options. Crime is therefore a social 
problem. 
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According to this, a crime can be seen as a function of the conflict between an 
individual‟s recognizable goals and the means available to legally obtain them. Police 
officers who are unable to achieve their goals or standards of success through legitimate 
means will turn to other areas which promise economic fulfillment or social recognition. 
The police officers can adapt to the disagreement between their goals and their current 
means through. Therefore,  crime is the result of negative affect and strain produced by a 
variety of stressors such as the police officers failure to realize positively valued goals, 
the disconnect between  the police officers expectations and achievements, and the 
removal of positive stimuli. 
2.1.3 Basic Needs Theory  
Basic Needs Theory was proposed by Abraham Maslow in 1943. According to this 
theory there are certain minimum requirements that are essential to a descent standard of 
living. These are known as physiological needs. They include food, shelter and health 
care. They are primary needs and have to be catered for before other needs such as 
security, love, affection and self-actualization. The acquisition of education enables a 
person to acquire all the other needs in the hierarchy of needs. For instance, police 
officers need to be provided with basic needs so that they can be effective in their work.  
Relating the theories to the study, the police officers should be assisted to move up the 
hierarchy by first having their physiological needs met. This way, they would feel 
fulfilled and have the morale to work as they also make effort of achieving the other 
needs. 
The police officers needs at the bottom of the pyramid are basic physical requirements 
including the need for their food, water, and place to sleep, and warmth. Once these 
lower-level needs have been met, the police officers can move on to the next level of 
needs, which are for safety and their security.  
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As police officers progress up the pyramid, needs become increasingly psychological and 
social. Soon, the need for love, friendship, and intimacy become important. This is when 
they now strive to have families or life partners. Further up the pyramid, the need for 
personal esteem and feelings of accomplishment take priority of the police officers. It is 
therefore seen that there is importance of self-actualization, which is a process of growing 
and developing as a police officer in order to achieve their individual potential. Lastly, 
the peak of the pyramid where the police acquire power as the last point in the hierarchy. 
2.2 Empirical Literature Review 
The Empirical Literature Review was based on the four research objectives:  How 
working environment influences the service delivery, how on the time training, political 
risk and team work influence the service delivery.  
 
2.2.1 Working environment and service delivery 
Kelly, (2010) indicated that the surrounding can influence the staffs either positively or 
negatively. In the study it was highlighted that it was the task of the employer to ensure 
that the surrounding is conducive. The staffs should be given the necessities such as clean 
washrooms, clean working condition, and sufficient working area among others which 
guarantees health and safety of the staffs.  
When employee health well-being is assured, it can generate positive attitude towards the 
employer. The effort by employer can minimize turnover, absenteeism as employee‟s 
visits to health facilities are reduced (Kelly, 2010). When the working environment is 
adjusted, there condition may become conducive for the staffs simply because they would 
perform under anxiety. Present day organizations need powerful adapting systems set up; 
to handle the delayed consequences of performance under anxiety (Bagtasos, 2011). A 
high status of work life is basic for organizations to proceed to draw in and hold workers 
since it is a procedure in which organizations recognize their responsibility to develop 
jobs and working conditions that are excellent for the employee and organization 
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The surrounding of employee can come within the purview of lab our welfare (Saleemi,  
2005).Others are of the opinion that labor welfare includes both voluntary as well as 
compulsory activities in terms of providing basic minimum standard of hygiene and 
safety as laid down specifically in lab our legislation. Thus, labor welfare activities 
include all services amenities facilities which are provided by the employer in the vicinity 
of understanding in order to enable and motivate employees to perform their work 
effectively in a hygiene environment. 
According to Amnesty international (2013), the how the reforms or changes are made in 
the Kenya police service has been hampered by corruption, failure  to follow the Kenyan 
constitution, structural challenges lack of compliance with the law, lack of vetting, 
ongoing police impunity, lack of resources, public confidence. A study by Sugarman 
(2010) The New York police department in the early 2000,s faced a lot of challenges in 
conduction of its operations. This forced the management to embark on wide range 
services aimed at totally changing the way the department fought crime and 
administrative duties. In the 15 service delivery process, the department faced numerous 
challenges emanating from resources, lack of leadership, and political influence from the 
outside environment among other challenges. 
Individuals who receive training are more likely to receive increases in their performance 
rank between one year after training.  Bagtasos, (2011), recommended that when the 
employees receives letter of appointment, they should be given the surety that once they 
are permanently employed by the company then they will not be dismissed without any 
serious reason.  
Workers work under anxiety most of the times when the surrounding changes both 
directly and indirectly (Martinsons& Cheung, 2001). In this study, the IT experts were 
seen to work under upsetting conditions which was anticipated that workers that would 
perform under anxiety. 
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Currently, there is need of powerful adapting systems set up in the organizations so as 
they are able to handle the delayed consequences of performance especially when they 
are put under anxiety (Bagtasos, 2011). For organizations to proceed, they need to bring 
and hold the employees as it is a procedure in which organizations recognize their 
responsibility. 
2.2.2 On the time training and service delivery 
According to Guest, (2008), rules that govern the training needs in any organization are 
necessary to ensure that employee performance is evaluated, which in turn ensures that 
the appropriate training and development take place. Organization can be able to identify 
development needs with the help of the performance appraisal reports and findings. 
Employees can help to indicate the areas requiring improvement as a result of the issues 
raised in the performance appraisal process and their career path needs.  
The training and development closely look at whether the development is matching the 
qualitative requirements of our changing environment. Guest, (2008) also indicated that 
the on when organization staffs gets training at the right time they are able to understand 
their work specifications. Improvement of high quality managerial manpower in the 
country is considered essential for coping with the rapidly changing business 
environment. This has led to expansion in the number of training activities and 
institutions. 
On-the-job Training relates to formal training on the job. A police officer becomes 
experienced on the job over time due to modification of job behaviors at the point of 
training or acquisition of skills. In this type of training, a new officer learns various 
aspects of his or her job while at the same time actually performing these tasks.  For an 
on-the-job training to be successful, the trainers must be well qualified on instructional 
methodologies (Okumbe, 2001) 
According to McCourt & Eldridge, (2008), employees training and development are 
often used to close the gap between current performances and expected future 
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performance. Training and development falls under HRD function which has been argued 
to be an important function of HRM (Weil & Woodall 2005). Identifying needs for 
training, developing and selecting methods and programmes suitable for the needs of 
trainee is the best functions activities of HRM. 
2.2.3 Political risk factors and service delivery 
Discrimination and the lack of transparency in local and national governments create an 
environment in which corruption (Ruteere, 2008). Youth often receive severe penalties 
for petty infractions, and no measures exist to challenge inappropriate judicial decisions, 
resulting in the marginalization of these young people. Mistrust is bred if neither the legal 
nor the traditional justice system can offer adequate means of settling disputes, making 
extrajudicial violence easier. 
For many years, corruption has been a major social problem in Kenya. It results 
negatively on economic growth. When services are delayed it attracts an avenue where 
people are corrupt hence attracting bribes and availability of resources and their 
affordability can never be guaranteed. Corruption brings about police harassment of 
youths, and to those who refuse to pay bribes it limits education and job opportunities. 
Corruption leads to poor service delivery (Government of Kenya, 2010). It was due to 
Social inequalities caused by corruption in part that led to Kenya‟s 2007/2008 post-
election violence.  
Political risk describes the risk of government actions that may endanger a project. 
Actions can occur at the central, provincial, or local levels of government (Wang et al., 
2006). Kapila and Hendrickson (2001) further defined political risk as the possibility that 
political forces may result in drastic changes in a country„s business environment 
affecting a firm„s profit and other goals. A good example is the Kenya‟s 2007/2008 
postelection violence where the economic growth declined and the growth and 
development of a country as a whole. 
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Booth, (2013) focused on management political risks, this study didn‟t check on how the 
factors affect service delivery in organization hence this study will fill in the gap. 
2.2.4 Team work and service delivery 
Conscientiousness, extraversion, and agreeableness are all related to cooperative behavior 
but that they are not related to task performance. Although this fortifies the case that job 
performance is related to the five-factor model via increased cooperativeness among 
coworkers, it lays siege to the role of personality by implying that actual job performance 
(task performance) is related to cognitive ability and not to personality (LePine& Dyne, 
2001). Often times in the workplace the ability to be a team player is valued and is 
critical to job performance. 
A sense of fulfillment is realized where an employee does what he does and what he or 
she considers best. Close supervision is not pleasing to employees who prefer to have 
independence of action (McNamara, 2008). People behave and perform as a member of a 
group is as important as their behavior or performance as individuals. Effective teamwork 
is an essential element of modern management practices such as empowerment quality 
circles and total quality management and how groups manage to change. Competent 
employees should be empowered to make decisions relating to the work that they do even 
without asking the supervisor‟s approval or permission.  
Team work is different from task work. According to Marks et al ( 2001), task work is 
expressed to mean what a group of people are doing  and it means the carrying out of 
core technical competencies within a given domain the while teamwork describes how 
the groups are doing the duties to the range of interactive and interdependent behavioral 
processes among team members that convert team inputs. 
Individuals who aspire to move up into the ranks of management  are in much in need of 
leadership abilities. For example, studies of Asian military units have found that 
neuroticism is negatively correlated with leadership abilities. Contrary to what the 
researchers hypothesized, agreeableness is negatively correlated with leadership abilities 
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as well. Openness to experience is unrelated to leadership abilities, but extraversion is 
positively correlated with leadership abilities (Lim &Ployhart, 2004). This evidence is 
consistent with the long-standing idea that in teams there are leaders and there are 
followers; the leaders make decisions and the followers abide by them. Although 
agreeableness is negatively correlated with being a leader, it is positively correlated with 
working with a team. In organizations, it‟s seen that the followers who do not always 
agree and are willing to voice their own opinions end up moving up the ranks, whereas 
those who blindly agree are left as followers. 
LePine& Dyne, (2001) study reviewed the effectiveness of teamwork is an element of 
modern management practices. The study didn‟t focus on how it can affect service 
delivery hence this study will link the gap of their study. 
2.3 Summary and Research Gaps 
Service delivery being a continuous process need to be addressed in depth, be evaluated 
and collecting feedback of the employees in the organization need to be well established. 
This study would address the feedback of the police officers who perform their duties in 
the police service. In the past studies, like Kelly, (2010), Bagtasos, (2011), Government 
of Kenya, (2010) and others, there is a dilemma of the complex role of policing. This 
study would distinguish between the challenges and the policies in the police service for 
service delivery. 
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2.4 Conceptual Framework 
The conceptual framework of challenges faced during Police Service delivery. The 
independent variables are working environment, relationship of on the time training, 
political risk factors affects and team work, the dependent variable is service delivery in 
the National police service 
Independent variables     Dependent variables  
 
 
 
 
 
 
 
 
 
 
Figure 1.1 conceptual framework 
 
Working environment 
Political risk factors 
 
Service delivery in the National 
police service 
On the time training 
Team work 
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2.5 Operationalization Of Variables 
Working environment  involves the physical geographical location as well as the 
immediate surroundings of the workplace, such as a construction site or office building 
which includes polices stations, camps or barracks. Typically involves other factors 
relating to the place of employment for service delivery of the police officers, the 
surrounding must be conducive for them to be comfortable while carrying out their 
duties. The study checked on safety and security of the work Environment and the 
involvement of the Police officers in decision making at the National police service to 
enhance their performance. On training, Process of learning, selection of target officers 
and their job activity will be considered in selecting the best method of training. On the 
political risk factors, the study would be focusing on policies governing the police force. 
The collaborative effort of a team to was the indicator of achieving the common goal or 
set of objectives of the police force.  
The researcher used both closed ended questionnaire and likert items to establish both the 
extent and the police officers opinions on different items posed to them. This would 
measure how working environment would affect how they deliver their services. 
2.6 Chapter Summary 
Chapter two has defined the theory that was used in this study. The chapter has also 
outlined how other researchers and scholars had discussed the variables similar to this 
study and also the diagrammatic presentation of the variables in the study. 
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CHAPTER THREE 
RESEARCH DESIGN AND METHODOLOGY 
3.0 Introduction 
This chapter discusses research methodology which was used by the researcher. It covers 
the research design, target population, sample and sampling procedure, instrumentation, 
data collection and data analysis and presentation.  
 
3.1 Research Design 
Descriptive statistics is the type of research question, design, and data analysis that can be 
applied to a given topic that tries to define what is necessary to complete an accurate 
assessment of the topic at hand (Nelson, 2010).  
The research used descriptive survey approach. Descriptive studies are more formalized 
and typically structured with clearly stated hypotheses or investigative questions. 
It  serves a variety of research objective such as descriptions of phenomenon or 
characteristics associated with a subject population, estimates of proportions of a 
population that have these characteristics and discovery of associations among different 
variables Mugenda and Mugenda (2003) 
 
3.2 Target Population 
Mugenda and Mugenda (2003) defined population as the total collection of elements 
about which a study seeks to make some inferences or descriptions. The study targeted 
100 police officers from Imenti central division in Meru County which includes senior 
officers, non-commissioned police officers and constables. 
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Table 3.1 Presentation of Target Population 
Category 
Population Percentage 
Senior police officers 6 6% 
Non-commissioned police 
sofficers 
14 14% 
Constables 80 80% 
Total 100 100% 
Source:  Imenti Central Division Registry’s Office (2018) 
 
3.3 Sample and Sampling Techniques 
The researcher used stratified random sampling method. This technique ensured that data 
from every group of the study was collected for accurate estimation and therefore the 
researcher will group the population in three groups which included senior officers, non-
commissioned officers and constables. Out of the target population, the researcher 
randomly selected a sample of 50% from each stratum. From the senior police officers 
the sample used was six respondents, seven respondents form the non-commissioned 
police officers and forty respondents from the constables. All individuals in each stratum 
were counted and they were ordered in ascending order and the odd numbers picked to 
make the 50% sample. If the odd numbers would not make the 50% representatives 
required, the adjacent even numbers were picked to make the 50% required. (Kombo and 
Tromp, 2004) 
3.4 Instruments of the study 
The research used a self administered questionnaire which contained both open ended 
and closed ended items. For the open ended the respondents were required to explain in 
depth while for closed ended the respondents were required to answer with given 
response. The researcher booked an appointment with police officers through the officer 
commanding police division then sought consent from the respondents before giving 
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them the questionnaire to fill in. According to Mulusa, (2010) a questionnaire is a written 
set of questions that are cheap to administer to respondents scattered over a large area and 
convenient for collecting information from a large population within a short space of 
time. In addition, the respondents felt free to give frank answers to sensitive or 
embarrassing questions especially if they are not required to disclose their identity. 
3.5 Pilot Study 
A pilot is a small experiment designed to test logistics and gather information prior to a 
larger study, in order to improve the latter‟s quality and efficiency. A pilot study was 
carried out in a neighboring Imenti central division which has the same characteristics. 
10% of the police officers were used for the pilot testing that is 10 respondents but were 
not used in the main study (Mugenda&Mugenda, 2003). 
3.5.1 Validity 
According to Mugenda (2009), validity is the degree to which a test measures what it 
purports to measure. A pilot study was carried out to measure. The research 
questionnaires was also be based on the objectives which included: establishing how 
working environment affects service delivery in the National police service, determining 
the relationship of on the time training and service delivery in the National police service, 
establishing how political risk factors affects service delivery in the National police 
service, investigating how team work affects service delivery in the National police 
service. The research questions were also based on the specific research objectives and 
more importantly on the research topic which established the challenges facing service 
delivery in the National Police Service. 
3.5.2 Reliability 
Reliability is a measure of the degree to which a research instrument yields consistent 
results or data after repeated trials (Mugenda and Mugenda, 2009). To test the reliability 
of the instrument, a test retest technique was used. The developed instrument was 
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administered and responses scored. The Cronbach‟s alpha was calculated after the pretest 
and found to be at 0.74, this was reliable enough to use the tool for data collection. 
Research assistants were trained for two days on administration of the questionnaires and 
on collection of data. With the help of the supervisors and peer proof reading validity of 
the questionnaire was obtained. 
3.6 Data Collection Procedure 
Data was collected through actual administration of questionnaires by the researcher. 
.The questionnaires were then issued to the sampled individuals. General information was 
then given in regard to filling the questionnaires, deadlines for filling the questionnaires 
and how the questionnaires were collected back through the OCSs‟ office. The 
questionnaires for the sampled respondents who were engaged and not able to fill them 
immediately were left with the OCS so that he/she can make arrangement on when they 
were filled and be submitted to the researcher later. The officers who were available on 
the date of researcher‟s visit filled the questionnaires immediately and the researcher 
collected.  
3.7 Data Analysis and Presentation 
The data from the field were coded according to the themes researched in the study. A 
statistical package for social sciences (SPSS) package was used to aid in analysis. 
Quantitative data was analyzed through the use of a combination of descriptive statistics 
particularly frequency distributions tables and percentage. The data was presented in 
tables and graphs.  
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3.8 Ethical Considerations 
The researcher used six ethics when collecting the data from the field. First she ensured 
that the respondents completely voluntarily participated in the study which is the 
informed Consent, secondly, there was also voluntary participation, thirdly she also 
endured confidentiality of the names of the police officers and their working station.  , 
privacy of the information was also adhered to and findings from this study were shared 
with all interested participants.  The researcher also gave means or ways in which the 
respondents could acquire the research findings. This is discussed in the section below: 
3.8.1 Informed Consent 
The respondents consent was sought with the full disclosure of the purpose of the study 
made to them. The researcher ensured that she is open and honest when communicating 
to the respondents.  The researcher made clear that participating in the study was 
completely voluntary whereby the respondents can withdraw from the study at any time 
or choose not to participate. 
3.8.2 Voluntary participation 
The respondents voluntarily participated in the research. The respondents were made 
aware that they had the free will and giving time to decide on whether to participate they 
will participate during data collection.  . 
3.8.3 Confidentiality 
The respondents were instructed not to write their names or working stations names on 
the questionnaire forms. The researcher didn‟t disclose any response from the 
respondents without their consent. The researcher was obliged and protected the 
information of the respondents under lock and key from unauthorized access, use, 
disclosure, modification, loss or theft. This ensured that the respondents trusted the 
researcher and hence the integrity of the study. 
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3.8.4 Privacy 
The researcher ensured that all the information provided by the respondents was kept 
secret so as to avoid compromising their positions in their respective areas. The 
researcher ensured that she controlled the secrets of the respondents and considered the 
access information from the respondents. The information was kept secretly and confined 
to the researchers‟ access only. 
3.8.5 Anonymity 
The researcher maintained anonymity by informing the respondents to refrain from 
including their names in the questionnaire, the researcher also avoided space that could 
identify and spot out a singular respondent to ensure that all responses were anonymously 
given and recorded by the study. 
3.8.6 Means of obtaining results  
The research findings from this study were shared with all interested participants through 
the office of the officer commanding station (OCS). Those who were willing to 
individually want the results were asked to reach the researcher through the phone 
number that was given, email address or the postal address given.  The researcher also 
plans on publication of the research document. 
3.9 Chapter Summary 
The chapter described target population that was used by the study and their locations. 
The design used and how the responses were captured from the population. The chapter 
also outlined how the data were analyzed and interpreted by the researcher. 
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CHAPTER FOUR 
RESEARCH FINDINGS AND DISCUSSION 
4.0 Introduction 
This chapter outlines data analysis and presentation of research findings from the study. 
The chapter gives the results from the field which was Imenti central division in Meru 
County. The findings were as the responses on the sampled police officers which include 
senior officers, non-commissioned police officers and constables. The instruments given 
to the police officers were the questionnaire which they filled and gave their responses as 
outlined in this chapter. 
4.1 Presentation of research Findings 
The findings of the study were done into sections. This was following the sections in the 
research instruments. The first section presents the demographic information of the 
respondents, section two was based on research objectives which includes: items on how 
how working environment affects service delivery in the National police service, items 
on the relationship of on the time training and service delivery in the National police 
service, items on how political risk factors affects service delivery in the National police 
service and lastly items on how team work affects service delivery in the National police 
service. 
4.1.1 Demographic information of the respondents 
The demographic information of the respondents was based on gender of the police 
officers, age of the police officers, academic qualification of the officers and the duration 
in which the police officers had served in the police service. The Police officers were 
asked to indicate their gender. Figure 4.1 presents gender of the respondents 
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Figure 4.1 Distribution of the respondents according to Gender. 
 
 
Data on Figure 4.1 shows that 62.5% of respondents were male while 18(37.5%) of 
respondents were female. This shows fair presentation of gender of the respondents in the 
study. In most stations in the area of study, male respondents were more likely to be 
interviewed than female police officers.  
The researcher further sought to establish the age of the respondents. Asked to indicate 
their age, the Respondents responded as Figure 4.2 
62.50% 
37.50% 
Male
Female
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Figure 4.2 Distribution of the Respondents according to Age  
 
 
Data on Figure 4.2 shows that 41.7% of respondents were aged between 20 and 30 years, 
12.5% of respondents were aged between 30 and 40 years. Data further shows that 41.7% 
of respondents were aged between 40 and 50 years while 4.2% of respondents were aged 
between 50 and 60 years. This shows that the respondents were of considerable aged to 
establish the challenges facing service delivery in the national police service. From the 
data shown, most of the officers interviewed they were young in the service and a similar 
proportion with 20 to 30 years of experience in the police service. This helped get the 
challenges faced by newly recruited officers and those challenges facing the old and 
experienced officers in the police service. This was because the data was collected from 
different age groups of the respondents. 
The study further sought to establish the academic qualification of the respondents. Table 
4.1 tabulates the finding. 
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Table 4.1 Presentation of respondents according to academic qualification 
Academic qualification Frequency ( F)  Percentage (100%) 
Certificate 18 37.5 
Diploma 18 37.5 
Degree 12 25.0 
Total 48 100.0 
 
Data on Table 4.1 shows that 37.5% of respondents had certificate academic 
qualification; the same number of respondents had diploma academic qualification while 
25.0% of respondents had degree academic qualification. This shows that the respondents 
had the required level of academic qualification and they could understand the challenges 
facing service delivery in the national police service. This indicates that most of the 
police officers hold either a certificate or a diploma level of qualification; the few officers 
with a degree level of qualification acquire it during on job trainings and workshops. 
The researcher further sought to establish the duration the respondents had worked in the 
police service. When asked to indicate the same, they responded as Figure 4.3 
Figure 4.3 Duration of respondents in the police service 
 
 
Data on Figure 4.3 shows that 64.6 % of respondents had been in the police service for 
between 3 and 4 years, 29.2% of respondents had served for over 4 years while 6.3% of 
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respondents had served for less than 2 years. This data indicates that most of the police 
officers had an experience of 3-4 years serving in various police stations. This gave the 
researcher an in depth understanding of the demographic characteristics possessed by the 
officers who were interviewed. 
The study further sought to establish the duration the respondents had worked in their 
current police station. Asked to indicate the number of years they had served in the 
current police station, the respondents responded as Figure 4.4 
Figure 4.4 Respondents responses on the duration they had served in the current 
police station 
 
Data on Figure 4.4 shows that 18.8% of respondents indicated that they had been in the 
current police station for 1 year, 39.6% of police officers had been in the current police 
for 2 years, 27.1% of respondents indicated that they had been in the current police for 3 
years while 14.6% of respondents had been in the current station form more than 4 years. 
The length of stay in the current police station could help them to list out the challenges 
they had faced for considerable number of years in the station. It is evident that having 
stayed in the same station for more than two years, the officers had enough information to 
give in relation to the study variables. 
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4.1.2 Working environment and service delivery in the National police service 
The purpose of the study was to establish the challenges facing service delivery in the 
national police service, specifically, the researcher sought to establish how working 
environment affects service delivery in the National police service. The respondents were 
asked to indicate the extent they faced challenges and barriers from the work 
environment preventing you from serving the community. Data is tabulated in table 4.2 
Table 4.2 Responses on the extent respondents faced challenges and barriers from 
the work environment preventing them from serving the community 
Extent   Frequency ( F)  Percentage (%) 
Very large extent 9 18.8 
Large extent 26 54.2 
Less extent 8 16.7 
No extent 5 10.4 
Total 48 100.0 
 
Data onTable 4.2 shows that 18.8% of respondents faced challenges and barriers from the 
work environment preventing them from serving the community at a very large extent, 
54.2% of respondents at a faced the challenges and barriers at a large extent. Data further 
shows that 16.7 % of respondents faced challenges and barriers from the work 
environment preventing them from serving the community at a less extent while 10.4% of 
respondents never faced the challenges and barriers from the work environment which 
could prevents them from serving the community to a large extent. This shows that the 
police officers had barriers in delivery of their service and this intensified their anxiety 
while performing their duty.  
The study further sought to establish the officers‟ views on how their working 
environment affects service delivery in the National police service. Table 4.3 tabulates 
the respondent‟s views on how working environment affects service delivery in the 
National police service. 
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Table 4.3 Respondents views on how working environment affects service delivery in the National police service 
Statement  SA A D SD 
 F % F % F % F % 
The police service has a quality working environment 11 22.9 5 10.4 30 62.5 2 4.2 
The work environment is free from hazards that may cause injury 11 22.9 10 20.8 27 56.3 0 0.0 
Adequate protective work clothing are provided by the police service 7 14.6 38 79.2 2 4.2 1 2.1 
The work environment is free from threats and intimidation 7 14.6 4 8.3 34 70.8 3 6.3 
Police officers are held with high esteem by the seniors 15 31.3 29 60.4 4 8.3 0 0.0 
There are established methods of solving conflicts  at the police force 16 33.3 29 60.4 2 4.2 1 2.1 
Work environment directly affects service delivery 32 66.7 11 22.9 4 8.3 1 2.1 
Data on Table 4.3 shows that majority (62.5%) of respondents disagreed that the police service has a quality working 
environment, majority 56.3% of respondents disagreed that work environment is free from hazards that may cause injury. 
Majority (79.2%) of respondents agreed that adequate protective work clothing are provided by the police service, more than 
half of the police officers interviewed, 70.8% of them disagreed that their work environment was free from threats and 
intimidation. Data further shows that 60.4% of respondents agreed that the police officers are held with high esteem by the 
seniors, the same number of police officers agreed that there were established methods of solving conflicts at the police force 
while 66.7% of respondents strongly agreed that the work environment directly affects service delivery. This agrees with 
(Martinsons & Cheung, 2001), who indicated that workers who work under anxiety most of the times when the surrounding 
changes both directly or indirectly. In the police service delivery, there are established methods and ways of solving conflicts 
and challenges among the officers, this helps especially in case a police officer has a conflict with another police officer or 
when a police officer has a conflict with a civilian.  
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4.1.3 Relationship of on the time training and service delivery in the National police service.  
To determine the relationship of on the time training and service delivery in the National police 
service. The respondents were posed with items that sought to understand to which extent the 
officers received training when already employed and working. Data is presented in the 
following section:  
Figure 4.5 presents the extent to which the police officers received training based on their duties. 
Figure 4.5 Respondents responses on the extent that they receive training on their duties 
 
Data on Figure 4.5 shows that 47.9 % of respondents received training on their duties to a very 
large extent, the same number of respondents received training on their duties to a large extent 
while 4.2% of respondents received training on their duties to a less extent. This shows that the 
police service can be able to identify development of the officers through their career path needs 
of training. This shows that most of the officers had a lower grade and training on recruitment 
and got more training during their time of training and working. 
The researcher further sought to establish the relationship of on the time training and service 
delivery in the National police service. Table 4.4 tabulates the respondents responses on the item. 
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Table 4.4 Respondents responses on relationship of on the time training and service 
delivery in the National police service 
 
Statement  SA A D SD 
 F % F % F % F % 
Individual training is continuously 
offered by the police service 
20 41.7 24 50.0 4 8.3 0 0.0 
Police force select appropriate training 
options for officers 
11 22.9 33 68.8 4 8.3 0 0.0 
Police service can help to increase 
training needs 
16 33.3 28 58.3 3 6.3 1 2.1 
There is a clear path of growth to 
various positions in police force 
9 18.8 35 72.9 4 8.3 0 0.0 
Police force provides on the job training 12 25.0 36 75.0 0 0.0 0 0.0 
Police officers need training to produce 
desired performance outcomes 
22 45.8 26 54.2 0 0.0 0 0.0 
I came to police force with the total 
knowledge and experience required to 
perform 
7 14.6 37 77.1 4 8.3 0 0.0 
 
Data on Table 4.4 shows that 50% of respondents agreed that individual training is continuously 
offered by the police service, 68.8% of respondents agreed that police force select appropriate 
training options for officers. Data further shows that 58.3% of respondents agreed that police 
service can help to increase training needs, majority 72.9% of respondents agreed that there is a 
path of growth to various positions in police force, 75% of respondents agreed that police force 
provides on the job training. Data also shows that 54.2% of respondents agreed that police 
officers need training to produce desired performance outcomes while majority 77.1% of 
respondents agreed that they came to police force with the total knowledge and experience 
required to perform. This shows that there were rules at the police service to ensure that the 
officer‟s performances were evaluated. This would ensure that the appropriate training and 
development take place in the police service 
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4.1.4 Political risk factors and service delivery in the National police service. 
To establish how political risk factors affects service delivery in the National police service, the 
police officers were posed with items that sought the same. When asked to indicate the extent 
they were involved in provision of security to the political leaders during the politics period, the 
respondents responded as shown in Table 4.5  
Table 4.5 Respondents responses on the extent they were involved by the political leaders in 
the security activities 
Extent   Frequency ( F) Percentage (%) 
Very large extent 26 54.2 
Large extent 19 39.6 
Less extent 3 6.3 
Total 48 100.0 
 
Data on Table 4.5 shows that 54.2% of respondents were involved by the political leaders to a 
very large extent in the security activities, 39.6% of respondents were involved in the political 
leadership to a large extent while 6.3% of respondents were involved by the political to a less 
extent in the security activities. 
Asked to indicate whether there was any action policies set by the government on the service 
delivery, the respondents responded as Figure 4.6 
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Figure 4.6 Respondents responses whether there was any action policies set by the 
government on the service delivery 
 
Data on Figure 4.6 shows that majority 81.3% of respondents indicated that there were action 
policies set by the government on the service delivery while 18.8% of respondents indicated that 
there was no action policies set by the government on the service delivery. 
These policies included implementation of frequent sensitization to the officers on accountability 
issues, where officers were well informed on accountability issues. The police officers further 
indicated that there was centralization of operations in the police service. However, the officers   
indicated that there was a challenge on politicization and corruption. 
The study further sought to establish whether political leaders co-operate when involved during 
their activities. When asked to indicate the same, the respondents responded as Table 4.6 
 
Table 4.6: Respondents responses on whether political leaders co-operate when involved 
during their activities 
Response    Frequency ( F) Percentage (%) 
Yes 39 81.3 
No 9 18.8 
Total 48 100.0 
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37 
 
Data on Table 4.6 shows that majority 81.3% of respondents indicated that political leaders co-
operate when involved during their activities while 18.8% of respondents indicated that political 
leaders did not co-operate when involved during their activities. Political leaders‟ involvement 
can positively influence service the police service delivery. 
The study further sought to establish the respondents‟ responses on how political risk factor 
affects service delivery in the National police service. Table 4.7 tabulates the responses 
 
Table 4.7 Respondents responses on how political risk factor affects service delivery in the 
National police service. 
Statement  
Strongly 
Agree 
A D 
 F % F % F % 
Governance environment 
influences the delivery of basic 
services 
8 16.7 35 72.9 5 10.4 
Improvements in service delivery 
is possible through processes of 
political change and 
transformation 
1 2.1 42 87.5 5 10.4 
Service delivery is directly 
influenced by political challenges 
19 39.6 28 58.3 1 2.1 
Politics affects crime cases in the 
society 
9 18.8 31 64.6 8 16.7 
Police officers are involved 
during political conflicts 
13 27.1 31 64.6 4 8.3 
 
Data on Table 4.7 shows that majority 72.9% of respondents agreed that governance 
environment influences the delivery of basic services, majority 87.5% of respondents agreed that 
improvements in service delivery is possible through processes of political change and 
transformation. Data further shows that 58.3% of respondents agreed that service is directly 
influenced by political challenges, 64.6% of respondents agreed that politics affects crime cases 
in the society while the same number of police officers agreed that police officers are involved 
during political conflicts. This shows that police officers were involved in ensuring that political 
stability of the country. 
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4.1.5 Team work and service delivery in the National police service. 
The study sought to investigate how team work affects service delivery in the National police 
service. Data on the police officers responses on the same is presented in the following section. 
Table 4.8 tabulates respondents‟ responses on the extent the respondents faced challenge of lack 
of co- operation from the colleagues 
Table 4.8 Respondents responses on the extent they faced challenge of lack of co- operation 
from the colleagues 
Extent   Frequency ( F) Percentage (%) 
Very large extent 21 43.8 
Large extent 22 45.8 
Less extent 5 10.4 
Total 48 100.0 
Data on Table 4.8 shows that 43.8% of respondents faced challenge of lack of co- operation from 
the colleagues to a very large extent, 45.8% of respondents faced challenge of lack of co- 
operation from the colleagues to a large extent while 10.4% of respondents faced challenge of 
lack of co- operation from the colleagues to a less extent. Most of the respondents reported that 
they had maximum co-operation from fellow officers. This promoted the unity and cohesion 
among the police officers. 
Table 4.9 Police officers responses on how team work affects service delivery in the 
National police service. 
Statement  SA A D 
 F % F % F % 
Combined effort affect service delivery in 
the national police service 
16 33.3 32 66.7   
I assist my colleagues in their workload 5 10.4 39 81.3 4 8.3 
Team work is a value in the police service 18 37.5 26 54.2 4 8.3 
Cooperativeness among the police officers 
affects service delivery 
15 31.3 30 62.5 3 6.3 
Police officers works together 5 10.4 39 81.3 4 8.3 
39 
 
Data on Table 4.9 shows that majority 66.7% of respondents agreed that combined effort affect 
service delivery in the national police service, majority 81.3% of respondents agreed that they 
assist their colleagues in their workload and that police officers works together. Data further 
shows that 54.2% of respondents agreed that team work is a value in the police service while 
majority 62.5% of respondents agreed that cooperativeness among the police officers affects 
service delivery.  
This implies that police officers behavior and performance of team work can positively influence 
their performance when they work together. 
4.2 Limitations of the study 
During the study, the researcher faced challenge of scope of the study. Only the police from 
Imenti central division in Meru County were used to represent the police service. Other counties 
in the country, Kenya can be taken in to account to understand the challenges facing service 
delivery in the National Police Service.  
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CHAPTER FIVE 
SUMMARY, RECOMMENDATIONS AND CONCLUSIONS 
 
5.0 Introduction 
This chapter outlines the summary, conclusions based on research findings and the 
recommendations by the researcher 
5.1 Summary of Findings 
The purpose of the study was to establish the challenges facing service delivery in the national 
police service, specifically, the researcher sought to establish how working environment, on the 
time training, political risk factors and team work affects service delivery in the National police 
service.  
The study found out that police officers faced challenges and barriers from the work environment 
preventing them from serving the community at a large extent as indicated by 54.2% of police 
officers. It was also found out that police service lacked quality working environment as majority 
62.5% of police officers disagreed that their working conditions was of quality. It was also 
indicated that police officers had adequate protective work clothing provided by the police 
service as indicated by majority 79.2% of police officers. It was also indicated that 60.4% of 
police officers agreed that the police officers are held with high esteem by the seniors and the 
police service had established methods of solving conflicts. Provision of adequate protective 
work clothing provided by the service shows that the service carried out their duties well which 
agreed with Kelly, (2010) study that indicated that the surrounding can influence the staffs either 
positively or negatively. His study also highlighted that it was the task of the employer to ensure 
that the surrounding is conducive. 
The study revealed that individual training was continuously offered by the police service as 
indicated by 50% of police officers. The study also found out that police force select appropriate 
training options for officers as shown by 68.8% of police officers. There was a path of growth to 
various positions in police force as shown by majority 72.9% of police officers. The study also 
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revealed that Police officers force had knowledge as majority 77.1% of police officers agreed 
that they came to police force with the total knowledge and experience required to perform. This 
demonstrated that the police officers who were in the service were given proper training before 
undertaking their duties. This is in agreement with Guest, (2008) study that indicated that when 
organization staffs gets training at the right time they are able to understand their work 
specifications which in return improves the quality manpower of such organization. 
The study found out that there was action policies set by the government on the service delivery 
and that political leaders co-operate when involved during their activities as indicated by 
majority 81.3% of police officers. Improvement in service delivery was possible through 
processes of political change and transformation as indicated by majority 87.5% of police 
officers. Combined effort affects the service delivery in the national police service as indicated 
by majority 66.7% of police officers. It was also found out that majority 81.3% of police officers 
agreed that they assist their colleagues in their workload and that police officer works together. 
Present of processes of political change and transformation in the police service disagreed with a 
study done by Ruteere, (2008) that stated that there was a lot of discrimination and lack of 
transparency in local and national governments which create a corrupt environment. 
5.3 Conclusion 
Based in the findings, the study concluded that police officers faced challenges and barriers from 
the work environment preventing them from serving the community at a large extent and the 
working environment was not of quality. However, they have adequate protective work clothing 
are provided  
The study also concluded that individual training was continuously offered by the police service 
and that there was a path of growth to various positions in police force. It was concluded that the 
Police officers had total knowledge and experience required to perform.  
The researcher concluded that improvement in service delivery was possible through processes 
of political change and transformation and that combined effort affects the service delivery in the 
national police service but the of police officers assist their colleagues in their workload and they 
work together as a team. 
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5.2 Recommendations 
The following were the recommendations: That the Kenya government should ensure that the 
working environment of police officers is conducive for them to perform. It was also 
recommended that the housing of the officers, uniform allowance, security of their jobs, salary 
and remuneration, study leave, training and personal development and job promotion should be 
considered by the Police Force. Provision of clean working area, provision of protective and 
adequate items when police officers are performing their duties should be provided. Police 
service should outline the rules that govern the training needs in the force to ensure that the 
police officers performance is evaluated. This will in turn ensures that the appropriate training 
and development take place. 
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APPENDICES 
APPENDIX I: LETTER OF INTRODUCTION 
 
Dear Sir / Madam, 
RE: RESEARCH 
I am student at Management University of Africa. I am currently carrying out a research as part 
of my final project. My study is on “challenges facing service delivery in the National Police 
Service” You have been selected to participate in this study. I hereby humbly request your office 
to accord the study any assistance that will make the study a success. 
 
Yours sincerely, 
 
Bachelors Student 
Management University of Africa 
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APPENDIX II 
RESEARCH QUESTIONNAIRE 
1 Please tick against your gender 
Male   [ ] Female [ ] 
2 What is your age? 
20 – 30 years  [ ] 30 – 40 years [ ] 
40 – 50 years  [ ] 50 – 60 years [ ] Above 60 years [ ] 
3 What is your academic qualification? 
Certificate [ ] Diploma [ ] 
Degree [ ] 
Others (specify)  ____________________________________________  
4 How long have you been in the police service? 
0 – 2 years [ ]  3 – 4 years [ ] 
Over 4 years [ ] 
5. How long have you served in this police station? 
1 year   [ ] 
2 years    [ ] 
3 years    [ ] 
4 years and above  [ ] 
Section B; Working environment and service delivery in the National police service 
48 
 
6. To which extent do you face challenges and barriers from the work environment preventing 
you from serving the community? 
Very large extent  [ ] Large extent   [ ] 
Less extent   [ ] No extent   [ ] 
9. Indicate the extent to which you agree with the following items using the provided key: 
SA Strongly agree  A Agree  U  Undecided  
D Disagree  SD Strongly disagree 
Item SA A U D SD 
The police service has a quality working environment       
The work environment is free from hazards that may 
cause injury 
     
Adequate protective work clothing are provided by the 
police service 
     
The work environment is free from threats and 
intimidation  
     
Police officers are held with high esteem by the seniors      
There are established methods of solving conflicts  at the 
police service  
     
Work environment directly affects service delivery      
 
 
Section C; Relationship of on the time training and service delivery in the National police 
service. 
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10. To which extent do you receive training on your duties? 
Very large extent  [ ] Large extent   [ ] 
Less extent   [ ]No extent   [ ] 
11.  Indicate the extent to which you agree with the following statements using the provided key: 
SA Strongly agree  A Agree  U  Undecided  
D Disagree  SD Strongly disagree 
Statements SA A U D SD 
Individual training is continuously offered by the police 
service 
     
Police force select appropriate training options for 
officers  
     
Police force can help to increase training needs      
There is a clear path of growth to various positions in 
police force 
     
Police force provides on the job training       
Police officers need training to produce desired 
performance outcomes 
     
I came to police force with the total knowledge and 
experience required to perform 
     
 
Section D; Political risk factors and service delivery in the National police service. 
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12. To which extent do you involve political leaders with security activities? 
Very large extent  [ ] Large extent   [ ] 
Less extent   [ ]No extent   [ ] 
6. Is there any action policy set by the government on the service delivery 
Yes   [ ]   No [ ] 
b) If yes which are policies? 
…………………………………………………………….………………………………………
….………………………………………….………………………. 
13. Do political leaders co-operate when involved during your activities? 
Yes   [ ]   No [ ] 
14.  Indicate the extent to which you agree with the following Statementsusing the provided key: 
SA Strongly agree  A Agree  U  Undecided  
D Disagree  SD Strongly disagree 
Statements SA A U D SD 
Governance environment influences the delivery of 
basic services 
     
improvements in service delivery is possible through 
processes of political change and transformation 
     
Service delivery is directly influenced by political 
challenges 
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Politics affects crime cases in the society      
Police officers are involved during political conflicts      
 
  
52 
 
Section E; Team work and service delivery in the National police service. 
Do you provide conducive work environment for the police service? 
Yes   [ ]   No [ ] 
To which extent do you face challenge of lack of co- operation from your colleagues? 
Very large extent  [ ] Large extent   [ ] 
Less extent   [ ]No extent   [ ] 
15.  Indicate the extent to which you agree with the following Statementsusing the provided key: 
SA Strongly agree  A Agree  U  Undecided  
D Disagree  SD Strongly disagree 
Statements SA A U D SD 
Combined effort affect service delivery in the national 
police service  
     
I assist my colleagues in their workload      
Team work is a value in the police service      
Cooperativeness among the police officers affects 
service delivery  
     
Police officers works together      
 
Thank you 
